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Learning Log 
For this learning log I will be using Kolb’s reflective learning cycle as a guide to reflect on my experience of shadowing a supervisory role within the Food & Beverage department within Holiday Inn Sunderland. Kolb’s reflective learning cycle consists of “four interlocking stages: concrete experience, reflective observation, abstract conceptualisation and active experimentation” (Kurt, 2020). 
Hotel food and beverage operations include a range of activities. Serving customers food and beverages is the main responsibility of the Food and Beverage department. The employees in this department are typically separated into sub-departments for the kitchen and service. To support the hotel's business operations, the employees in the food and beverage department are generally tasked with the following tasks: 
· Ensuring that guests receive high-quality meals that adhere to regulations. 
· Provide the best customer service and culinary expertise. 
· Dining table arrangement and welcoming the guests. 
· Maintaining cleanliness of the dining room, kitchen, and cutleries (Azzahra, 2023). 
The Food and Beverage (F&B) department in hotels is a multifaceted operation that plays a vital role in the guest experience. It encompasses operational, managerial, and customer service aspects to ensure smooth functioning and high-quality service delivery. The F&B department relies on a seamless integration of these aspects to deliver exceptional experiences, uphold the hotel's reputation, and drive profitability (Adriatik, 2023). 
Upon reflecting on my experience of working at the Food & Beverage department at Holiday Inn Sunderland I can say that during my time shadowing a supervisor in the Food and Beverage department, I had the opportunity to witness the fast-paced nature of the hospitality industry and gain a deeper understanding of the responsibilities involved in managing a team, ensuring guest satisfaction, and maintaining high standards of service.
One of the key aspects I observed was the supervisor’s ability to manage multiple tasks simultaneously, particularly during busy periods like breakfast. I learned that effective time management and clear communication are essential in coordinating the efforts of the team to deliver a smooth operation. The supervisor’s ability to delegate tasks, monitor service quality, and resolve issues promptly demonstrated the importance of leadership skills in ensuring that everything runs efficiently.
Another significant learning experience was seeing how customer service and guest satisfaction are prioritised. I observed how the supervisor handled guest complaints or special requests with professionalism and empathy, ensuring that each guest's experience was positive, even when challenges arose. I learned that, in hospitality, it is not just about fulfilling a service, but also about creating a welcoming and memorable experience for the guests.
I also gained insights into how the department operates behind the scenes. From stock management to ensuring the timely preparation of orders, I saw how attention to detail and organisation are crucial to the smooth running of the food and beverage service. The supervisor’s role in maintaining quality control, managing inventory, and ensuring health and safety standards were consistently met was also something I hadn’t fully appreciated before this experience.
Furthermore, I saw firsthand how essential teamwork is in the F&B department. The supervisor facilitated collaboration between the kitchen staff and front-of-house personnel to ensure that guests received their meals in a timely and enjoyable manner. I also noted the importance of maintaining morale and motivation within the team, as a positive working environment directly impacts service quality.
Overall, shadowing a supervisor in the Food and Beverage department of the Holiday Inn Sunderland provided me with a broader perspective on the daily operations of a hotel and the complexities involved in managing a team and delivering high-quality service. It deepened my understanding of the hospitality industry and reinforced the importance of strong leadership, effective communication, and a guest-centred approach. 
Work-based skills like communication, leadership, problem-solving, and technical knowledge, alongside a solid understanding of operational systems, are vital in the hotel industry. These skills ensure that supervisors can manage teams effectively, deliver outstanding service to guests, and maintain high standards of operation (Indeed, 2024). 
However, one organisational problem I discovered with the Holiday Inn Sunderland is that employees would occasionally wander off and engage in lengthy conversations with one another. I've frequently had to go get that employee so I can use the till to collect money from customers who come in just to use the coffee or bar service or ask about certain items etc. I would say that while it's acceptable to occasionally go check on your coworkers, it's not very professional to disappear for an extended period of time in the hotel industry because guests are welcome to use the services at any time. Both the hotel and its employees appear unprofessional as a result. 
During my placement in the Food and Beverage department at the Holiday Inn Sunderland, I gained a wealth of knowledge and hands-on experience that has significantly shaped my understanding of the hospitality industry. The most valuable insights I have gathered from this experience are:
1. The Importance of Effective Communication and Leadership: I observed that clear communication and strong leadership are vital for coordinating teams and ensuring smooth operations, especially during busy service periods. A supervisor’s ability to lead by example, delegate tasks efficiently, and maintain morale among the team directly influences the quality of service and guest satisfaction.
2. Guest-Centred Approach: I learned that the key to success in hospitality is creating memorable experiences for guests. Responding to guest needs with empathy and attentiveness—whether handling complaints or fulfilling special requests—can significantly impact their overall experience and loyalty to the hotel.
3. Operational Efficiency and Technical Knowledge: Understanding the technical aspects of food and beverage operations, such as inventory management, point-of-sale systems, and health and safety protocols, is essential for ensuring smooth service delivery and maintaining quality standards.
4. Problem-Solving and Adaptability: I gained insight into the unpredictable nature of the hotel industry, learning how to address issues quickly and creatively to maintain high service standards and minimise disruptions.
5. The Role of Teamwork: I saw firsthand how collaboration between different departments and staff members contributes to seamless service. Successful teamwork is essential to delivering the best possible experience for guests, and I learned the importance of fostering a cooperative work environment.
As I move forward in my career in the hospitality industry, these insights will serve as a foundation for my professional growth. I plan to focus on improving my communication and leadership skills, which I now recognise are crucial to effective management and ensuring high service standards. I will also prioritise a guest-centred approach, ensuring that guest satisfaction is always at the forefront of my work.
Furthermore, I will continue to develop my technical knowledge, particularly in operational systems and safety protocols, to increase my competence in managing day-to-day activities efficiently. I also understand the importance of adaptability, especially when facing unexpected challenges, and I will embrace problem-solving as an essential skill in my practice.
Ultimately, my placement has provided me with a more comprehensive understanding of the hospitality industry, equipping me with the tools and insights needed to excel in future roles. I am now more confident in my ability to contribute to a dynamic team and provide exceptional service that enhances the guest experience. I intend to utilise this experience and opportunity for my own benefit in this industry and course. 
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